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Framework 


'® 
The helpful place. 


Deliver our Helpful Brand Promise 
consistently and appropriately 
within each marketing channel anc 
customer experience. 


Neighbor 


At Ace Hardware, we refer to our customers as neighbors. 


A primary difference between Ace and our competitors is the bond we share with our 
customers. Ace store locations are locally owned businesses that are involved with 
their individual communities. They know many customers by name, and in many cases 
they literally are neighbors. So it only makes sense to drop the rigid formality of the 
term customers and use neighbors. 


At Ace, we serve our neighbors. 


'® 
The helpful place. 


This is our brand H | f | 
Position is how we distinguish ourselves e p U 


from competitors and how we want to be The Ace Hardware Brand embodies helpfulness. 
perceived by our customers. At every touch point, Ace Hardware strives to be helpful. When one of our neighbors takes the time to interact with 
our brand, the message should always be useful, providing information in a clear, concise manner without fluff or 
flowery language. Let's not waste their time. Let's be friendly, clear, relevant and above all else — helpful! 


This is we are. 
These are the words, phrases and 
characteristics of our brand that don’t change. 


The Honest Neighbor 


To be an Honest Neighbor, we need to be helpful, trusted, local, confident, inclusive and friendly 
as we answer the question: Why shop at Ace? 


This is we communicate. Conversational+ 


Tone creates an emotional response from the reader. 
P Additional traits: Appreciative, Welcoming, Knowledgeable, Encouraging, Witty 


'® 
The helpful place. 
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place. 


The 


MORE ON OUR TONE 


When we communicate a message under the Ace Brand, the overarching tone of our message is 
conversational. It should make the reader feel like they are having a conversation with a friendly 
Ace Hardware Associate — a neighbor. 


Conversational 
How are you enjoying your Milwaukee tool purchase? Great weather means more outdoor projects, and we are here to help you with accessories, 
batteries and advice you can trust. 


In addition to being Conversational, the Ace Tone can also include the following traits: 


Appreciative 
Thanks for purchasing your Traeger at Ace! Your support means everything to a local business like us. Now let’s fire up that grill! 


Welcoming 
Steve here, Manager at Horton’s Ace Hardware. | wanted to personally welcome you to the neighborhood. 


Knowledgeable 
Don't let weeds make your patio look shabby. You can follow these simple steps to safely wipe out your weeds. 


Encouraging 
With help from your local Ace, you can repair your deck and add a weather-resistant finish that will help it look great for years. 


Witty 


Lighten the mood! Outdoor lighting creates a peaceful and inviting atmosphere. 


® 
The helpful place. 


A NOTE ABOUT WRITING IN A CONVERSATIONAL TONE 
A Conversational tone includes the following traits: 


Use the second-person point of view to include the reader in the conversation 
You'll enjoy grilling a lot more when you have a proper set of tools. 


Use of contractions 
We're the neighbors you trust for advice on lawn care. 


Shorter sentences 
Load your roller with paint. Move it back and forth in the tray. 


It's OK to start a sentence with a conjunction 
And remember, whenever you need anything else for your home, we're always right around the block, ready to help, with products you trust. 


It's OK to use slang or popular idioms when appropriate 
Outta sight! Outdoor storage can help you organize your yard and avoid clutter. 


Ask Questions 
Thanks for purchasing your Traeger at Ace. Can we suggest some accessories to help protect your grill? 


® 
The helpful place. 


2020 TARGETED MAILER COVERS 2021 TARGETED MAILER COVERS 
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AC Scoees 
Bring your "Say goodbye 
lawn to life to bugs 


“Yardcare , : 
* solutionsfrom = | Grilling gifts from Da 
your local experts ~ favorite local store 


mat 


” need from the 
place Dads trust 


2020 COPY: 2021 COPY: 

- Focus on consumer-benefit * Consumer Benefit + Own-able Ace Message 

- Links to brands, less own-able to Ace * Words like “local” and “trusted” uniquely Ace 

- A bit generic in messaging — “greens fees” - “Outstanding Offers Inside” gives customers a reason to investigate further 


2020 TARGETED REWARDS MAILER 2021 TARGETED REWARDS MAILER 


SE BONUS’ 


when you download the Ace App 
and link your Ace Rewards account 
* Rewards available 24/7 
+ Earn points more ways 
+ Shop thousands of products 


GEOG 


Make it the best : i | neg with 


home on the block ees from your local Ace 


ACE ri _-| Special savings - 
REWARDS ready. for.you 
% dvi f Outta 
P« f a vice Or Sight 
keeping a ee 


Save now. = your yard put tools and 


PLANNING ON CANNING? 


CE Special savings Fix up your place LET US HELP! 


just for you 


A 
The helpful place. with help from Ace 


© Paint and Supplies 

© Lighting and Electrical 
Cleaning and Disinfectants 
(4 Lawn and Garden 

Power Equipment and Tools 


toys in their 


beautiful place. 


Detail your deck 
Preserve the beauty of your 
deck with'a ‘hew coat of stain. 


Save later. Growth Potential = 
Specially-formulated garden’ a ALL PURPOSE 
soil has just the right amount ~~ oe 
of compost and nutrients to ca 
help flowers, vegetables, 
trees and shrubs get a 
healthy start. 


Save later. 


2020 COPY: 2021 COPY: 
* Generic benefit in cover headline, not "yours" — . helpful, trusted, local, confident, inclusive and friendly 
- Inside does nod to helpful, more of a laundry list than useful tips appreciative, welcoming, knowledgeable, encouraging, witty 


* Not much personality on interior copy, flat 28 - 
7 : I * Cover headline includes Ace benefit (local), helpful, Ace as catalyst for activity 


- Inside copy link to Ace (trusted), 
more personality (“growth potential” “outta sight”) 


- Useful tips that link to products customer can buy 


Your local place 
for grilling and 


Only for you 


The Ultimate Cooking Experience’ 


Only for 


3 essentials 
for ever} y grill 


tools with ior hi 
away from heat. 


precisely with | | 
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We appreciate you choosing our local Ace! 
How are you enjoying your Big Green Egg® purchase? 
Great weather means more grilling, and we are here to 
help with fuel, accessories and useful advice. 


As an extra thank-you, we'd like to share these offers 
with you. Use them to pick up grilling supplies and 
everything else you need to make this grilling season 
the best one yet. 


When it comes to your home, we're here for you. 
Right around the block, ready to help, with the 
products you trust. 


Ace carries genuine 
Big Green Egg® Natural 
Charcoal.” 

Keep a spare bag so 
you don’t run out. 


*At participating stores only. 


Soak up 
| Summke’v 


in your backyard 


with patio sets for 
meals and moments 


tumblers for 
chilling out 


and proper 
lawn care tools 


re 


MAY WFL MAILER - BGE 


helpful, trusted, local, confident, 


inclusive and friendly 


appreciative, welcoming, 
knowledgeable, encouraging, 
witty 


The 


KEYS WFL MAILER * 


We've all been spending more time at home this year. There are a lot of places you can 
shop for home essentials, and we want to say thanks for choosing Ace Hardware. 


We also want to help you unlock the savings of the Ace Rewards Program. We'd like to 
h e | pfu I, tru sted ) | O Ca I, CO nfi d e nt offer you a special gift personalized for your home to say thanks. 
. 7 ) 
inclusive and friendly FREE Basic Single-Sided House Key 


And while you're at it, bring a list of all the things at home that need attention. We'll help 
you fix them, with the supplies you need at a special discount. 


Take 10% off* your in-store purchase 


Offers like these are just the beginning of Only for You Rewards. Come see us Soon. 


appreciative, welcoming, ‘pnd don't forget your keys! 


knowledgeable, encouraging, i Hardwar 7 
witty | 


*Exclusions apply. See coupon terms for details. 
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only fouyou 
it) 


with coupon. Valid 10/20/20-11/30/20 
See back for details. 
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The il place. 
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We appreciate it when you choose Ace! It’s our pleasure to assist 
you with all the summer maintenance items on your list. 


See back for your Buy More, Save More coupons. 


VOICE: HONEST NEIGHBOR 
helpful, trusted, local, confident, 
inclusive and friendly 


You can use these coupons and follow this simple checklist that 
will have your home in shape for the summer season. 


[4 Reduce mosquitos by spraying bushes and lawn witha 
product like Cutter® Backyard Bug Control Liquid. 


[4 Add a scoop of Miracle-Gro® Plant Food to a watering can 
every 2 weeks to help flowers grow. 


TONE: CONVERSATIONAL+ 
appreciative, welcoming, 
knowledgeable, encouraging, 
witty 


[4 See a bare lawn spot? Sprinkle on some Scotts® EZ Seed 
and follow up with water for a great looking lawn. 


And remember, whenever you need anything else for your 
home, we're always right around the block, ready to help, with 
products you trust. 


NV. awe 
and the Team at 
Name Ace Hardware 


th “= Scan the QR code to get more tips and videos 
from anew Series on Ace Project Place, “Love 
lt Your Landscaping’. 


The helpful place. 


EXAMPLE EMAILS 


ACE REWAR Ds 
helpful place. Sign in | Register 


SHOP | TIPSBADVICE | THEPAINTSTUDIO | LOCALAD 


Let.the Hel 


Folks at Acé 

HelpYou Build Yeur 

Dream Backyard | q 
<9 


SHOP NOW 


THE PERFECT BACKYARD 
IS EASY AS 1, 2,3 


THE PERFECT 
BACKYARD 


MAKE IT EASY 
TO RELAX 


TOP DEALS & ITEMS TO GET YOU STARTED 


3.30 SPRING READY EMAIL 


VOICE: HONEST NEIGHBOR 
helpful, trusted, local, confident, 
inclusive and friendly 


TONE: CONVERSATIONAL+ 
appreciative, welcoming, 
knowledgeable, encouraging, witty 


ACE . 
REWARDS 


The helpful place. Sign In | Register 


SHOP | TIPS&ADVICE | THEPAINTSTUDIO | LOCALAD 


4.9 SHELTER IN PLACE EMAIL 


VOICE: HONEST NEIGHBOR 
helpful, trusted, local, confident, 
inclusive and friendly 


TONE: CONVERSATIONAL+ 
appreciative, welcoming, 
knowledgeable, encouraging, witty 


Thanks for supporting your local Ace. 


Almost a year ago, our world turned upside down. As our 
new normal became social distancing, sanitizing and 
face masks, you helped us by turning to your local Ace 
Hardware for your essential home needs. And now, we 
want to say thanks with this special offer. 


We're here to help with all your projects, and we look 
forward to a better year for everyone. * 


* Valid April 9- May 31, 2021 


DB off iil 


your next purchase of $25 or more 9015 "820 
of regular priced merchandise 90158209 


isaction unin, 


Awe lee: 


Pick Up In Store, Curbside Pickup or We Deliver to Your Front Door* 


“mm 2° ge BA ACE 


SHOP BUY ONLINE AND STRAIGHT TO YOUR DOOR BUY ONLINE AND GET 
IN STORE PICK UP IN STORE DELIVERY FREE CURBSIDE PICKUP 


The helpful place. 


Details on acehardware.com or in the Ace App 
* Available at participating Ace locations. Some restrictions apply. 
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